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MEMORANDUM

TO: THE COMMISSION

FROM: Utilities Division

DATE: March 9, 202 I

RE: IN THE MATTER OF PROPOSED MODIFICATIONS TO THE RULES
REGARDING TERMINATION OF SERVICE.
(DOCKET no. RU-00000A- I9-0 I32)

INTRODUCTION

Enclosed are the Commission Staffs memorandum and proposed order in the matter of
Proposed Modifications to the Rules Regarding Termination of Service (Docket No. RU-00000A-
19-0132). This is only a Stat recommendation to the Commission; it has not yet become an order
of the Commission. The Commission can decide to accept, amend or reject Staff's proposed order.

or filing an original and thirteen (13) copies of the comments with the
You may tile comments to the recomrnendation(s) of the proposed order by refiling at

_1[Ip5/,€l"llln2.;.1,1¢;Q.L{0\ ,
Commission'sDocket Control Center at 1200 West Washington Street, Phoenix, Arizona 85007
by 4:00 p.m.on or before March 19, 2021.

This matter may be scheduled for Commission deliberation at its Open Meetings scheduled
March 23, 2021, at 10:00 a.m. and March 24, 2021, at 10:00 a.m.

If you have any questions about this matter, please contact Candrea Allen of our Stay at
(602)364-0235 or Elijah Abinah, Director, at (602)542-6935.

l

I

BACKGROUND AND HISTORY OF THE TERMINATION OF SERVICE RULES

On June 13, 2019, former Commissioner Boyd Dunn's oiiice opened a new generic docket
for the investigation and comprehensive review of the Arizona Corporation Commission
("Commission") disconnection rules and the disconnection policies of public service
corporations' On June 14, 2019, fonder Chairman Robert Burns requested that Commission
Utilities Division Staff ("Sta&") begin an emergency rulemaking to modify and strengthen the
Commission's electric utilities termination of service rule, Arizona Administrative Code
("A.A.C.") R14-2-21 l. On June 14, 2019, this docket was opened by Staff for the purpose of

ISee Docket No. E-00000A-19-0128.
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commencing an emergency Rulemaking process to enable the Commission to review and amend
the current rules regarding termination of service for electric utilities.

Pursuant to Arizona Revised Statues ("A.R.S.") §4l~l026, an agency is permitted to adopt
rules on an emergency basis if the agency makes a finding that a rule is necessary as an emergency
measure. Specifically, A.R.S. §41-l026(A) provides that a rule may be adopted as an emergency
measure if the rule is necessary to (1) protect the public health, safety or welfare, (2) comply with
deadlines in amendments to an agency's governing law or federal programs, (3) avoid violation of
federal law or regulation or other state law, (4) avoid an imminent budget reduction, or (5) avoid
serious prejudice to the public interest or the interest of the parties concerned. Adoption of the
emergency rules was necessary to protect the public health, safety and welfare and were adopted
on an emergency basis.

On June 20, 2019, in Decision No. 77260, the Commission approved, as an emergency
measure, the revisions to A.A.C. R14-2-211. On June 21, 2019, the approved emergency rules
became effective the same day they were presented to the Secretary of State's Office. The
emergency rules were in effect for a period of 180 days and expired on December 18, 2019.

During the June 20, 20 19, Staff Open Meeting, the Commission voted for approval to direct
Staff to commence a regular rulemaking to amend the termination of service procedures for all
utilities (electric, gas, water, telephone, and sewer/wastewater). On August 30, 2019, Staff filed
its first draft of proposed modifications to the rules regarding the provision of service, termination
of service, and administrative reporting requirements for all utilities. On September 26, 2019,
Staff filed a revised draft of its proposed modifications to the rules.

On September 30, 2019, and January 30, 2020, Staff held workshops. Participants in the
workshops included current and former Commissioners, representatives from utilities, government
agencies, energy efficiency and environmental advocacy groups, research entities, consumer
advocacy groups, and the public. Many of the same participants also provided written comments.
On November 23, 2020, based on discussions during workshops, comments filed, and the
Commission's directives, Staff filed its third revised draft of the mies which only included the
electric and gas utilities? Written comments regarding Staffs revised draft were filed by
representatives from utilities, consumer advocacy groups, and the general public in December
2020.

Based on Commission directives, written comments, and workshops, Staff believes that
modifying the rules related to the provision of service, termination of service, and administrative
reporting requirements is in the public interest.

Attached to Staflf's Proposed Order as Exhibit A are the modifications to the rules
recommended by Staff These modifications include revisions to A.A.C. Title 14, Chapter 2,
Article 2, the rules for Electric Utilities, including R14~2-201 (Definitions), R14-2-208 (Provision
of Service), R14-2-211 (Termination of Service), and R14-2-212 (Administrative and Hearing

2 Separate dockets were subsequently opened for telecommunications (RT~00000A-19-0248) and water/wastewater
(RWS00000A- 19-0247).
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Requirements) as well as a new R14-2-214 (Compliance by Electric Cooperatives). The
modifications also include similar revisions to A.A.C. Title 14, Chapter 2, Article 3, the rules for
Gas Utilities, including R14-2-301 (Definitions), R14-2-308 (Provision of Service), R14-2-31 l
(Termination of Service), and Rl4-2-312 (Administrative and Hearing Requirements) as well as a
new R14-2-3 I5 (Compliance by Gas Cooperatives).

STAFF RECOMMENDATION

Staff has recommended that the Commission direct Staff to file, by April 9, 2021, with the
Office of the Secretary of State, for publication in the Arizona Administrative Register no later
than April 30, 2021: (l) a Notice of Rulemaking Docket Opening and (2) a Notice of Proposed
Rulemaldng.

Staff recommends that the Commission direct Staff to tile a draft Economic, Small
Business, and Consumer Impact Statement ("EIS") by May 27, 2021.

Bred on consultation with the Hearing Division, Staff has further recommended that the
Commission direct the Hearing Division to hold telephonic oral proceedings to receive public
comment on the Notice of Proposed Rulemaking O11 June 3 and 4, 2021, at 10:00 a.m. or as soon
as practicable thereafter.

Staff has further recommended that interested parties be requested to provide comments
concerning the Notice of Proposed Rulemaking by filing written comments with the Commission's
Docket Control by June 1, 2021 , be requested to provide comments in response to other interested
parties' comments by filing written comments with the Commission's Docket Control by June 8,
2021; and be permitted to provide oral comments at the proceedings to be held on June 3 and 4,
2021

Staff ha further recommended that the Commission establish additional procedural
deadlines and requirements as may be necessary consistent with the Administrative Procedures
Act and prior Commission rulemaldng procedures.

i
Elijah O. Abina)1~"
Director
Utilities Division

EOA:CLA:jn\MAS

ORIGINATOR: Candrea Allen
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15

FINDINGS OF 1\cT
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Background and History of The Termination of Service Rules
17

I.18

19

20

21

22

23

24

25

On June 13. 2019. former Commissioner Boyd Dunn's office opened a new generic

docket for the investigation and comprehensive review of the Arizona Corporation Commission

("Commission") disconnection rules and the disconnection policies of public service corporations.I On

June 14, 2019, former Chairman Robert Bums requested that Commission Utilities Division Staff

("'Staff") begin an emergency rulemaking to modify and strengthen the Commission's electric utilities

termination of service rule, Arizona Administrative Code ("A.A.C.") Rl4-2-2] l. On June 14, 2019, this

docket was opened by Staff for the purpose of commencing an emergency rulemaking process to enable

the Commission to review and amend the current rules regarding termination of service fOr electric

utilities.26

27

28
'See DocketNo. E-00000A-I9-0 l28.
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I ')4.

2

3

4

5

6

7

8

9 3.

10

I

12 4.

Pursuant to Arizona Revised Statues ("A.R.S.") §4l-]026, an agency is permitted to

adopt rules on an emergency basis if the agency makes a finding that a rule is necessary as an emergency

measure. Specifically, A.R.S. § 4l-l 026(A) provides that a rule may be adopted as an emergency

measure if the rule is necessary to (I) protect the public health, safety or welfare, (2) comply with

deadlines in amendments to an agency's governing law or federal programs, (3) avoid violation of federal

law or regulation or other state law, (4) avoid an imminent budget reduction, or (5) avoid serious

prejudice to the public interest or the interest of the parties concerned. Adoption of the emergency rules

was necessary to protect the public health, safety and welfare and were adopted on an emergency basis.

On June 20. 2019, in Decision No. 77760, the Commission approved. as an emergency

measure, the revisions to A.A.C. R14-2-21 l. On June 2 I, 2019, the approved emergency rules became

effective the same day they were presented to the Secretary of State's Office.

The emergency rules were in effect for a period of 180 days arid expired on December

18, 2019.13

5.14

15

16

6.17
4

18

19

7.20

21

During the June 20, 2019, StafT Open Meeting, the Commission voted for approval to

direct StalT to commence a regular rulemaking to amend the termination of service procedures for all

utilities (electric. gas, water, telephone, and sewer/wastewater).

On August 30, 2019, StalT filed its first dali of proposed modifications to the rules

regarding the provision of service. termination of service. and administrative reporting requirements Ion

all utilities. On September 26. 2019, Staff tiled a revised draft of its proposed modifications to the rules.

On September 30. 2019. and January 30. 2020, Sta ll held workshops. Participants in the

workshops included current and former Commissioners, representatives Iron utilities, government

22

23

8.24

25

agencies, energy efficiency and environmental advocacy groups, research entities, consumer advocacy

groups, and the public. Many of the same participants also provided written comments.

On November 23, 2020, based on discussions during workshops, comments filed, and

the Commission's directives. Staff filed its third revised draft of the rules which only included the electric

26

27

28

Decision No.
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I

2

9.3

and gas utilities." Written comments regarding Stai3°s revised draft were filed by representatives from

utilities, consumer advocacy groups, and the general public in December 2020.

Based on Commission directives, written comments, and workshops, Staff believes that

4

5

modifying the rules related to the provision of service, termination of service, and administrative

reporting requirements is in the public interest.

6 I 0. Exhibit A, attached hereto and incorporated herein, includes the modifications to the

7 '>-9

8

rules recommended by Staff. These modifications include revisions to A.A.C. Title 14, Chapter

Article 2. the rules tor Electric Utilities, including R14-2-20l (Definitions), RI4-2-208 (Provision of

9 Service), R14-2-21 l (Termination of Service). and R14-2-212 (Administrative and Hearing

10

i i

12

13

14

Requirements) as well as a new R14-2-214 (Compliance by Electric Cooperatives). The modifications

also include similar revisions to A.A.C. Title 14, Chapter 2, Article 3, the rules tor Gas Utilities,

including Rl 4-2-30l (Definitions), RI4-2-308 (Provision of Service), RI4-2-3l l (Termination of

Service), and R14-2-312 (Administrative and Hearing Requirements) as well as a new RI4-2-315

(Compliance by Gas Cooperatives).

15 STAFF RECOMMENDATION

16 It.
17

18

I19

Staflf has recommended that the Commission direct Staff to tile. by April 9, 2021, with

the Office of the Secretary of State, for publication in the Arizona Administrative Register no later than

April 30, 2021: (l ) a Notice of Rulemaking Docket Opening and (2) a Notice of Proposed Rulemaking

for the rule revisions included in Exhibit A hereto.

20 12. Based on consultation with the Hearing Division. Staff has further recommended that the

21 Commission direct the llearing Division to hold telephonic oral proceedings to receive public comment

22 on the Notice of Proposed Rulemaking on June 3 and 4, 2021. at l 0:00 a.m. or as soon as practicable

23 thereafter.

24 13.

25

26

Stals has further recommended that interested persons be requested to provide comments

concerning the Notice of Proposed Rulemaking by filing written comments with the Commission's

Docket Control by June |.. 2021, be requested to provide comments in response to other interested

27

28 Separate dockets were subsequently opened for telecommunications (RT-00000A- I 9-0248) and water,/wastewater
(R WS-00000A- I9-0247).

Decision No.
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l
2

3

persons' comments by filing written comments with the Commission's Docket Control by June 8, 202 I ,

and be permitted to provide oral comments at the proceedings to be held on June 3 and 4, 2021 .

14. Staff has further recommended that the Commission establish additional procedural

4 deadlines and requirements as may be necessary consistent with the Administrative Procedures Act and

5 prior Commission rulemaking procedures.

6 CONCLUSIONS OF LAW

1.7 Pursuant to Article XV of the Arizona Constitution and A.R.S. Title 40 generally. the

8 Commission has jurisdiction over the matters raised herein.

9 2.

10

It is in the public interest to adopt Staffs recommendations.

ORDER

l l

12

13

14

15
l

16

17

IT IS THEREFORE ORDERED that the Utilities Division shall prepare and file. by April 9,

202 I, with the Ofticc of the Secretary of State, for publication in the Arizona Administrative Register no

later than April 30, 2021: (l) a Notice of Rulemaking Docket Opening and (2) a Notice of Proposed

Rulemaking that includes the text of the rules as included in Exhibit A, attached hereto and incorporated

herein by reference.

ll IS FURTI [ER ORDl-:RED that the llearing l)ivision shall hold oral proceedings to receive

public comment on the Notice olProposed Rulemaking on June 3 and 4. 2021. at l0:00 a.m. or as soon

18 as practicable thereafter.

l9 IT IS FURTHER ORDERED that the Hearing Division shall hold each oral proceeding

20

21

22

28

24

25

26

27

telephonically.

IT IS FURTHER ORDERED that any interested person may provide public comment

telephonically during either oral proceeding by calling 1-888450-5996 and using passcode 45'/395#.

IT IS FURTHER ORDERED that interested persons shall be requested to provide initial

comments concerning the Notice of Proposed Rulemaking by tiling written comments with the

Commission's Docket Control by Junc l, 202] , be requested to provide comments in response to other

interested persons' comments by filing written comments with the Commission's Docket Control by

.lunc 8, 2021 , and be permitted to provide oral comments at the proceedings to be held on June 3 and 4.

28 2021 .

Decision No.
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I ll IS FURTHER ORDERED that the Utilities Division shall ensure that the Preamble to the

2

isJ

Notice of Proposed Rulemaking conforms with the requirements of A.R.S. §4 l -l00l(l6) and provides

notice of the date. time, and phone number and passcode to participate in the oral proceedings required

herein.4

5 IT iS FURTHER ORDERED that the Utilities Division shall ensure that the Preamble to the

6

7

8

9

10

Notice olProposed Rulemaking states that ( l) written comments on the Notice of Proposed Rulemaking

must include a rcterence to Docket No. RU-00000A-19-0132; (2) initial written comments should be

filed with the Commission's Docket Control by June I, 2021: (3) written comments in response to other

interested persons' comments should be tiled with the Commission's Docket Control by June 8, 202 l :

and (4.) oral comments may be provided at the proceedings to be held on June 3 and 4, 20° l .

IT IS FURTI IER ORDERED that the Utilities Division shall ensure that any written comments

12 filed with the Utilities Division, rather than the Commission's Docket Control, are filed with the

13 Commission's Docket Control.

14 ii IS FURTHER ORDERED that the Utilities Division shall, by May 27, 2021, file with the

15 Commission's Docket Control a draft Economic, Small Business. and Consumer Impact Statement that

16 addresses the economic impacts of the recommended changes to the rules as included in Exhibit A and

17 conforms to the requirements olA.R.S. §41- I057(A)(2).

18

19

20

21

22

23

24

25

26

27

28

Decision No.
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I IT IS FURTHER ORDERED that the Utilities Division shall, by July 9, 2021, file with the

2

3

Commission's Docket Control a document including (l) a summary of all written comments filed by

interested persons from April 30, 2021, through June 8, 2021 , and all oil comments received at the oral

4

5

6

proceedings in this matter: (2) the Utilities Division's responses to those comments; and (3) a revised

Economic, Small Business. and Consumer impact Statement or a memorandum explaining why no

revision of the prior lilcd Economic, Small Business, and Consumer impact Statement is necessary.

7

8 IT IS FURTHER ORDERED that this l)ecision shall become effective immediately.

9

BY THE ORDER OF THE ARIZONA CORPORATION COMMISSION10

I

12 CWA1RWOMArTWU<QUEZ PETERSON <:OMMiWONER KENNEDY

13

14

15 COMMISSIONER OLSON COMMISSIONFR TOVAR COMMISSIONER OCONNOR

16

17 I

I18 this

IN WITNESS WHEREOI, L MATTIIl2W J. NEUBERT,
Executive Director of the Arizona Corporation Commission,
have hereunto. set my hand and caused the official seal of this
Commission to be affixed at the Capitol. in the City of Phoenix,

day o f_ , 2021.

19

20

21 MATTHEW J. NEUBERT
EXECUTIVE DIRECTOR

22

23 DISSENT:

24

DISSENT:25

I~lOA:CLA:jn/MAS26

27

28

Decision No.



ATTACHMENT A

TITLE 14. PUBLIC SERVICE CORPORATIONS; CORPORATIONS AND ASSOCIATIONS;

SECURITIES REGULATION

CHAPTER 2. CORPORATION COMMISSION - FIXED UTILITIES

ARTICLE 2. ELECTRIC UTILITIES

R I 4-2-20 I .

RI 4-2-"08.

R I 4-2-21 1.

R14-2-" l 7

Rl 4-2-" 14.

Definitions

Provision of Service

Termination of Service

Administrative and Hearing Requirements

Compliance be Electric Cooperatives

ARTICLE 3. GAS UTILITIES

R14-2-30 I .

RI42-308.

R14-2-3] I.

RI4-2-312.

R14-2-315.

Definitions

Provision of Service

Termination of Service

Administrative and Hearing Requirements

Compliance by Gas Coope /Q

I
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ARTICLE 2. ELECTRIC UTILITIES

R14-2-201.

'1

Definitions

In this Article, unless the context otherwise requires, the following definitions shall apply. in addition, the

definitions contained in Article 16, Retail Electric Competition, shall apply in this Article unless the context

otherwise requires.

l . No change

No change

3. No change

4. No change

5. No change

6. No change

7. No change

8. No change

9. No change

10. No change

I I . "Customihours" meagsihe product of the duratiog_Qf the utility outage and the numbs

Q customers alTe _d Iw said outgg2

l4+4
4 4

4 I

No change

No change

No change
l

l
.4 . . .

. . . ._ .. 1

15.

16.

I17.

No change

"Flectric Serve Provider" or "ESP" means an entice sggplving. marketing, or brol3@g

aLMs aflv Competitive Services pursuant lo a Certificate of Convenience and Necessity.

"Federal poverty level" means the U.S. federal poverty guideline for the Qern

household si;e_.published annually in the Federal Register be the U.S. Department ofHealth

arid Human Services Office of the Assistant Secretary for Planning and Evaluation. and

iilable at https://aspe.hhs.gov/povem-guidelines.

7v . ... .v .1
. .v _ . . . . ..• ;; .. g ... v . . ; . _. . .. .- .»

-
1

. . 4 . _1 v 1 » .. . . .1 : . :. : :_ . _. 9 » .. 1 . -
£fen=rethe1=&

2
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4; 57 ; ... . .. . u ` u . . . ...- . .... » . . . .. » H . 4

. . . . . . . . . . .. .... I . . I
5I : .. : : . . .. ..... -

.

.
18. "Inability to pay=" Qireunristanees-vvhefe means a circumstance under which a residential

customer either:

a. Cannot pay the full balance of the customer's monthly bill and has attested_to and.

if requested. has provided documentation issued be an Arizo.na or U.S.

ggyemmental agency or licensed medical practitioner verilifins that the customer

meets one of ta llowing:

i.

ii.

Is at least 62 years of age.

Has a phvsicalor mental condition that substantially limits the customer's

up.

a§ilj;v_to manage resc ues. carry out ac ties oldailv MM or secure

protection from neglect or hazardous situations \X@out assistal

others or

las a medical condition that makes termination of electric service

83§34 dangerous to thg.9ustomer's health Qt

h. Cannot av the full balance of the customer's monthly bill 4JMmeets one Q83
Qllowing as attested to by the residential customer:

i.8:

ii. l

I

Is not gainfully employedanéuaable~tepa=y;a,

Qualifies for _monetary lzovemment welfare assistance but has not 33;

begun to receive assistance-en~the-<sla&Hhat-he-l=eeei=ves~his-.bSll-and-ean

e iii.
€!§€*}e5'=; or

Has an annual income :g below 200 rcent f the federal poverty level

.. . . . . . . . .. . 1 . . .. . . .. » I
. . . »

9 . .

19.
se . .. \ ..

interrupt" or "Interruption" means Elsetpie to cease o44
. . . . ..

20.

21.

cessation of 81991199 service

to a customer at the point ofdeliverv.

No change

No change

3 I

)



ATTACHMENT A

27.

4
4

244

"Licensed m-edical practitioner" means one of the following types of health care providers.

agpelv licensed to practice in Arizona:

An allopathic or osteopathic phvsicia

A registered nurse practitioner. or

Q A physician assistargz

44 No change

$.48 No change

No change

24 No change

36=;L No change

No change

2-8122 No change

2~9=M No change

No change

3 3 2 No change

No change

34. "Preferred method communication" means the community method that__c9_mg1igs

with R14-2-2l;(_lQ_.

33=& No change

No change

331 No change

l . "Service address" aegis the physical lc;c n at which a ut v provides service to a

Icustomer.

36= _ No change

3-7- No change

3 4 No change

39=4_L "Service reconnect charge=" ill he means the charge as-specified in t.he a_utility's tariffs

which must be paid by the gcustomer prior to restarting of electric service each time

the customer's eleetfieiqu electric service is eliseenaeeted minted for nonpayment or

for failure otherwise to comply with the utility's tariffs.

4
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498, "Service reestablishment charges' A means the charge as-specified in the ;utility's tariffs

for that must be paid to reinitiate service at the same location where the same customer had

ordered a service éiseermeetien terminationwithin the preceding I2-month period.

4-HM

4 4 4
47.

44=48.

No change

No change

No change

"Terminate" of "Termination" means to discontinue or a discontinuance of electric service

to a customer's service address. by intentional action of the utility. and is synonymous with

"disconnect" or "disconnection" as used in this Artic

Th d p i n neHee-senHe.an-nadaylduaiei=a~pubhe

Q entity_< aperson au@rizcd be a customer and_wiIIing to receive notification of the

customer's pcndingéiseentinaaneetermination of service e£9.eusitemei=e=ilreeetd~i+Harder

4446fH&l#°@\*=1=°f*set*1*=f"> to  c o m m unic g with the usu;\;on behalf ofsaieL_ll3_customer

fbr the purpose ofmak@g_arrangements to prevent ruination of

the customer's electric service.

4-5=-8 No change

50. rilirv Distribution Company" or "UDC" means the utility that operg8s. constr ue. and

maintaixithe distribution svstcm for the delivers of power to a point of delivery on the

Qigxjbution svsteg

I.. .1 91 : : : : .
; . .... ' . . . .. .

: ... . . . . . . ... .- . ; . g . g . . ..9 _ . , . .1
. . < ' . . . . o v I

v v u v v .u
lProvision of Service

A.

I .

R14-2-208.

No change

No change

2. No change

3. No change

B.

I .

No change

No change

2. No change

5
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3. No change

No change

No change

c.

7

1
.>.

n.

5.

l

4.

5.

No change

I. No change

No change

No change

Service interruptions

l . No change

°. No change

3. No change

4. When a utility plans to interrupt service for more than four hours to pcrfbnn necessary

repairs or maintenance, the utility shall attempt to inform affected customers and the

Commission's Co mer Services Secgg_1, at least 344_ hours inadvance, of the scheduled

dateand ue and of the estimated duration of the service interruption. Saeki A ulilitv SP

9_9Lnglc repairs shall-beeempleteé in the shortest possible time to minimize the

inconvenience to the customers of the utility.

like Autility shall notify Commission;(Tonsumer Services Seetionshall

hene%i§ed of ;\_Linterruplion in service aftbcting tlaeentife a sianificangporlion QUO

utililv's system eHmg+sign+§eaal~peniea-thel=ee£,_gQbllows:

. . »a. .. . I : . ; . ¢ . v1
r

b.

6.

Q.

b

Gemmissien-_l§;;..4lg@one or be submitting a Ser e Interruption Report lorg;

through the Commission's website. g i8 0 n  a s practicable after

the a_ responsible representative of the utility becomes aware of said tire

interruption_. and

If the initial notice is made by telephone. be submitting a follou;u5{%»Heweé.laya

written report to the Gemrni-ssieia=Lommission's Consumer Services Section

gjthin 24 hours after the initial notion.

A utility's notification t ale under subsection (D1(5) shall include at least the folIong8

The names of the utility and of the utility representative making the repos,

The telephone number c e utility representative.
I

6
I

I
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c. The locations and number of customer connections affected be the service

d.

interruption.

The substations and teedcrs involved in the service interrupt

The date and start and end times of the service interruption..

7. service affecting a significant

g.

f . The cause of the service interruption.

For purposes of subsection (DAS). an "interruption in

portion of a utility's system" means:

a. A service interruption of I .000 customer hours or more for a utility with more than

h.

c.

1.000.000 customer connections.

A service interruptionof 500 customer hours or more for a utility with 400QlMQ

l 000 000 toner connections. and

A service interruption of 100 custony hours or mm for a utility with fcweghg

400.000 customer connection;

E.

F.

No change

No change

I. No change

2. No change

RI4-2-2l1. Termination of Service

A. ...
. Restrictions on termination of service:

recordkeepin and repayment requirements . .
4

1.

I

">

l
l

3.

I
4.

l

Qeiinqueney A ulilitv l not tcrminagservice c ustomer due to delinqggig in

payment for services rendered to a prior customer at the premises service address where

service is being provided, gr ;the prior customer continues

to resideen Q the premisesservice address.

;\ g3;_sliall not terminate service a customer due to the

customer's failu to pay for services or equipment which MUare not regulated by the

Commission.

Nonpayment A utilitshall not terminate service to a customer due to the customers

payment of a bill related to another class of service.

FailureA urilitv shall not terminate service to a customer due to the customer's failure to

pay for the portion ofabill imposed to correct a previous underbilling due to an inaccurate

7
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5.

meter or meter failure. provided #the customer agrees to pay the portion of the bill

attributable to correction of underbilling in fulLover a reasonable period of time months

agreed upon be thecustomer and the utility. A utility shall comply with R 14-2-209(C)(31

Md R14-2-2lQ(E)(3l when calculating the underbilling amount to be paid .

A utility shall not terminate residential service wherethe_t customcr be an inability

to pay m : customer estab es. on an an. l basis througlldocumentemon from a

licensed m_eQcal practitiorgz

a.

b.

in the

opinion of a licensed medical practitionel§, termination would be

especially dangerous to the health of a customer or a permanent resident

residingon Mc customers i ce address, or

Eiiesuppening ] thcre is medzllv necessary equipment used in the home that

is dependent on utility service for operation e#3sueh-apparatus;.of

, , - . . - - . .

6. A utility sho ot terminate

residu al service to a customer who have has an inability to pay

until the utility has complied p subsection ( D) and completed all of the following have

l

b.

c.

been-attempted:

a. The gQitv has informed e_custorner has--been-infbmaed of the availability of

funds from various govemmcnt and social assistance agencies

1 provided thecu ncr the conta ntbrmation for those az<:_i§;

A third party 4 previously g designated by the customer hasleeen-notified

and--has-not-made--anangemeats to receive dclinqt1enc\;_and termination

informatiolQte utility ha' otified the third Pam that the customer's bill is

.<!9@glL<mtand allo~.\e< e third party at least live business days to communicate

with the utility and to make ananszements for topay pavrncnt of the outstanding

delinquent utility hill-.;

At least 48 hoursbefore the date upon whi erlnination is scheduled to occur. the

utility has:

8
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i.

ii.

7.

8.

41;

l

an
I

1

I I.

l

A_3t.ilitv shall adopt only one OM; fbllowimz conditions under which it shall not terminate

residential service:
l

a.

I

l
l

b.

I

Provided al least two wTitten notices of the termination. usin,<z_tl@

customer's preferred method of communication. to the customer and if

applicable. thecustomer's designated third parts; and

Telephoned the customer and. if applicable. the customer's designated

third party to provide notice of the termination by attempting to speak to

customer. tllgcustornefs desianatcd third parts. or an adult resident of

the customer's service address or be te mpting to leave a voice mcssaae.

If a customer. the customcrs designated third parts. or an adult resident of the customers

service address threatens the utility or a utility employee. the utility shall document

tl3atenin2 occurrence. A ut i li ty shall maintain documenta@n of all threatening

urrcnces related to a customer's account foeentire period durinsz which the custong

continues to he a custom and for at _@st one year after the customer ceases to be a

customer.

A utility shall retain the records demonstrating its compliance with s ection (Al(6l for

at@st threeyears_.

A utility may__r;e.quire acustomer atilizingthepravisiensofwhose servjge is not t¢=;minated

to_subsection (A)(4) or (A)(5) to enter into a deferred payment

agreement with the utility within +0-seven bus days after the

date on which service otherwise would have been terminated.

9isputeéhi vheFeA utility sh oot terming service due to a customer allure tgpay

the disputed portion of a bil lthe customer has complied with

eustemeebilldtsptites RI4 l" (B )

During and period of time for which the National Weather Service has issued a

heat advisory or winter weather advisory in the area of the customers s;rv

ldressz

During and pergpgof time for which the local weather forecast. as predicted be the

National Weather Service. indicates that the weather in the area of the customer's

dress:

i . Will include temperatures that do not exceed 32° F:

ii. Will include temperatures that exceed 100° F;or

9
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iii.

c.

Will include other weather conditions that the Commission has

determined, by order are especially dangerous to health: or

During the calendar days of June l through October 15 of each year. which shall

.12.

13.

a.

i.

i i i .

b.

c.

be s citied as non-termination dates in a utility's tariffs

A utility shall spccifK. in its tariiTs. the provision of subsection (Al(111. with which the

gilitv has chosen to comply and shall coriiplv with the provision.

If a utility is prohibited from terminating a customer's service under subsection A l l c

as adopted in its tarilT ;l3¢ git\ shall:

Nolifv the customer. using the cus;9mer's preferred method of communication.

and. if applicable. the customer's designated third part. of:

The reason the utility is not permitted to disconn e

The expected dat vhich termination of service will be permissible and

The customer's responsibilities under subsection (GL

Not. charge the customer anv late fees or assess8n§;jnterest on anlpast due

amounts that accrue during a period when subsection (AN l l_)_(_<;) applies: and

Afte section (/Willie) no longer applies. bill the customer for Um past due

am aunts through jnstal lments over a period of months aszreed upcm____bv the custp r

14.

15.

I
l16.

I

B.

and the utility.

A ulilitv shall not terminate residential service to a customer unless the util§fs call cente_r

IM off ice or busin acilities are open and available lo the_p8bIic on the iiayii

termination and the day following the day of termination.

A utility shall not terminate residential service to a customer in the cu§t<.811er has Pvi<L2u

least half of the customer's delinquent bill balance within the last 25 days or if the

customs eloquent bill balance is less than or equal to S I 00.00.

If a customer has a deposit with the utility. the utility shall use the deposit to pay an;

delinquent amount on the customer's account before terminating service and sh allow

the custom ;ne to reestablish the deposit in installments over a period of at least six

tbs

Termination of service without @;once written notice; ordkeepin2 requirer
1. . . . . . .i . i . I . . . . . . . . .. I »

A .o.. . .. . . . . : ... ...» . . . . . .u u ... . . .-.v

? .. *. ..
Notwithstanding

10



ATTACHMENT A

3.

b.

c.

7

3.

subsection (A). a utility MY\ terminate service to a customer's service address without

advance written notice under-tlae4blle=win4c.geenditieasf:

3FheeeeisteneeellFailure to terminate service would result in an obvious hazard to

the safety or health of the eeusuaier customer. or the general population, or the

utility's personnel or facilities

The utility has evidence of meter tampering or fraud related to the customer or the

customer's segue addressg

Failure-efa customer has failed to comply with the curtailment procedures

imposed by a utility during supply shortages.

TFhe utility that has terminated service under subsecti9n__(§)(]_)_shall not be required to

restore service until the situation that resulted in the termination have be,

been corrected to the satisfaction of the utility.

Each ;\._utility shall maintain a record of all-temninatiens each termination of service

__ g §Q ;QM@ h;,~,.,=eee,=4--_;la44@_,=,a,9;a,=.@4 for a

aaininnumeiat least one year and shall be make the record available for inspection by the

c.
Commissionupon request.

Termination of service with notice

I. 9

. . . - ... .. .. v. q . . .... . . . . . . .
. .

a.

b.

c.

d.

e.

f.

2.

Except as provided in subsection t Al. A g_utility ma)

disconnect te§mIl service to anyeastemer a cLlstomer's service address for any

following reasons.1=easenstatedbelovt>providcd the utility has metcomplied with the

netiee requirements of subsection (D):

Customer violation of any of the utility's tariffs or of the Commission's rules,

Failure of the customer to pay a delinquent bill for utility service,

Failure of the customer to meet or maintain the utility's deposit requirements,

Failure of the customer to provide the utility reasonable access to its-the utility

equipment and pf0>¢f1y.

Customer breach of written contract for service between the utility and customer,

Whennecessary for the utility to comply with an order of any governmental agency

having suehjurisdictionf_cl

Unauthorized resale of utility equipment or service be the customer.

II
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2. Each g._utility shall maintain a neeord of all-tefniinatiens each termination of service with

ootieemade under subsection C rTM94eeefé1sha4bemaiH£ained-for al least_one year and

shall bemake the record_available for Commission inspection upon request.

D. Termination notice requirements

I . NeAt least 10days be fcgautility sha4%erminate ninates service to

agstomes service address under subsection (C). the utility shall provide the customer

and. inapplicable. the customer's designated third 8_m_vvitheu%pl=oviéing-advancc writteii

notice te u9emer of the utility's intent to terminate service,eeeeeptundef
. . . .

>.

24; the

a.

b.

The utility shall provide the advance notice required be subsection (Did II be providing a

copy of the advance notice to the customer and. if apphgtble. the customer's designated

third parts. using the customer's preferred method of communi@ion.

Such _4 utility shall include at leg

following information in an advance notice required under subse t  D 1 :

The name ofthc person storer whose service is to be terminated and the seaisrg

address where service is being~rendei=ed= be terminated_.

lf service i s m he terminz.@1 because the customer has violated a utility MUM;

Q;n_1_n§_sion rule. thgiame of thgtilitv tariff or Commission nile violated and an

explanation of the violation:.. . . . ..
I f service is to be

mated becau8_the customer has failed to pay a delinquent bill for utility

service. the amount of the delinquent bi ll

and the date

d.

I

e.

I

payment was due:

If service is to be terminated because the customer has failed to meet or maintain

the utility's deposit requirements. the amount the customer has on deposit and the

L 1 \t thecustomer is required to have on deposit;

If service is to be terminated because the customer bas failed to provide the utility

reasonable access to the utility's equipment or property. a descggtion of the access

required and a description. including dates. of the customer's failure to provide

M ;

12
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f.

g

h.

e;
<4

el;

34;
l

E.

lfservice is to be terminated because the customer has breached a "winer contract

for service between the customer Audi the utility. identification of the contract

provision breached and a description of the circumstances constituting a breach;

If service is to be terminated because the tennjnation is necessary for the utilitvLo

comply with an order of an ,qovemmental agency havinrz jurisdiction a

Qscription and. if p< e. a copy of they ,
If service is to be terminated beck the customer hasghaaszed in unauthorized

Lesale of the utilitvs equipment or service, a description of the circumstance

including dates. itutin:z such resale:

The date on or after which service may is be terminated~.,

A statement advising the customer to contact the utility at a specific address or

phone number fer to receive information regarding any deferred paymentprogram

or other procedures which the utility may offer, or to 'Merleout-reacll seimeether a

mutually agreeable solution to avoid termination of the customer's service fag

5_gg_cription of the uirements)j

subsection (F). along with the speciQ:_address or phone r ber for the_ s@

tQ__cal| to raise a dispute.

Whefeepplieablelf a customer has designated a third parts for the customer's Accor. _a

utility shall ens

to Ll<4e58s**6*6<=1 third par4iespa;ty_is concurrentlypgvidcd each nolicgyhcther wren

or telephonic, that is provided to the customer as required by this Section.

Timing, of tcnninations with notice
I

n .I . . . .

.. . . .. ..1 . . . . . .I . . .1 . . . .v v

» a. . . . ». 1 €- ..: 1 . . . . . .I

. . v .

lenew1+addr=ess-.lf after the period of time allowed by the advance notice has elapsed_. and

the . . . .. . . . . . . . . . .. v . . v

I. . .
I. .. .. . .. _

customer has not remedied the cause for

germination to the utility's satisfaction the utility shall provide the customer and if

applicable. the g:ustomer's designated third part. a final notice. two days before the

13
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2.

4;

termination date specified. using die customers preferred method of ¢0nm;\ a§Q l f

the customer has not remedied the cause for termination after the two @ys_have passed,

and subsection (A) does not apply. the utility may then terminate service on or after the

day specified in the Li_r notice without giving further notice.

Notwithstanding subsection (E)(1). ifa customer's preferred method otcommunicatio1;,_§

U.S. mail. the utility shallalloy ten days before terminatinlz service withoutgine further

e

SeH'i<=e-A utility comply with subsection (An6). if applieable. before it may

bedweenneeted t

5vL

F.

i2.

I

I

sJ a

Atilitv shau_notif\ each customer. suhiect to termination. and the customers designate_d

third parts. that to dispute the utility's reason for termina@n. the 4 $ gr_o_r

tome's designated thii3l_partv Shem hyeentaeting g>3@t the utility at a tlle_spceific

address or phone number. b_,Q§Lh§ scheduled dale of termination_,_advising Lo_41xiss the

utility of the dispute and making-eu=i=aagements-to discuss the cause for termination with a

tesveHs*b4HH*1>l@w¢r_e¢¢ to of th utlh in_ad~anee+>f_theseheduled_datee#

Ilise If a customer raises a dispute. utility shall ensure tliatliegpqgggg gglglgggg

Representative slaalllae the utility. who_ empowered to resolve the customers_dispute,

and discusses the cause_for termination with thecustomeLbetbrc the scheduler @@
a l

I
i .

ililae- utility shall have the right @t_not the oblige to remove

any or all of its equipment or other property installed etthe _customer's

service a<L! UP0" the termination of service.

Termination notice requirements: disputes. A utility shgu ensure that a customer is afforded the

iigh;.!9_ dispute the utility's stated reason for the-termination

accordance with the follmyjng;

l . A utility shall maintain a speciliggddress or_Qhonc num_ber tor cugomers to_u.5 _@ 1_

d_i§_Q_q with the

%heIr a utility determines after discussion with a disputing

customer " . . . . . . . . . . . . .-. . , .... . . . . .1 9 v v . - c

i

14
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5.

6.

Fo

that the reason for termination is just. the utility may terminate service to the customer.

Mess prohibited by subsection (A).

If a utility decides to terminate segue to a disputing customer as permi t in subsec 1

F 4 . the utility advising shall inform the customer of the tel nation and of his QQ

customer's right to file a complaint with the Commission.

The u.tilitv shall not terminate service if the customer has a pending complaint before the

Qommission.

Landlord/tenant rule. 1 service a ss tor a customer is fendeied_at-an

address different from the mailing addresseilthe 844 customer's bill, or where the utility knows

thata landlord/tenant relationship exists t`_Qrth_;service address. and that the landlord is the customer

of the utility. and-where4lae-landleréafsa the utility shall comply with subsections (D) a_ns1_t8_4§

m as the following in the_customeraccount becomes subject to

germination of sen/ice under subsect _(_Q);-the-atrlit-y#-ma5_not-daseenneet--serwee-ootsl_the

I

2.

2;

I

IH.

2.

3.

Whereof it is feasible tone provide service Mc service address in the occupant's3m3,

th t I +at4e|~pre=v1dongnettee-ers-reqtt+Feé-1n-these-r=oles- shall offer the occupant the

opportunity to Sula-sel=ibe{er-< gt service in hisei4\et=evrn-thc occupagQ§_n2unc;

If the occupant then declines to se subscriber .service in the _Q< 1pants name. the utility

may diseetnneet minate service pu¥saanHetherules§_permitted under subsections (Q

through (l').: and

A The utility shall not squire or attempt to teee+er-fretm-a-tenant require the occupant to

any outstanding bills or other

charges due open the outstanding-account of the landlord.

Customer responsibilities

I . A customer shall he responsible for managing eneruv use when a utility is not permitted to

terminate service to the Qustomer under subsectiog_Q\)

A customer shall be financially responsible for am charges accrued for service during a

period when_a utility is not permitted to terminate service to the customer under subsection

is
A customer shall. after the provision of subsection (A)( l  I )  inc led in a utilityl_s_taritTno

l

a.

Ionizer precludes termination:

Pay the past due amounts in full; or

l
15
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b.

4.

l.

2.

. . " . . .. .

3.

4.

5.

a.

a:

Pay the past due amounts through installments as billed be the utility. with no

penalty for prepayment,

A customer desiring to dispute a utility's reason for termination shall. before the scheduled

date of termination. contact the utility at the specific address or phone number provid_@.jp_

the notice pursuant to subsection (D)(2Yk) to nolifv the utility of the dispute and discuss

Qc reason for termination with a representative of the utility

In a competitive marketplace. if a customers account with an Electric Service Provider becomes

delinquent. the Electric Service Provider M8\ not order a disconnect for nonpayment or terminate

service to the_customer but may only send a note of contract cancellation to the custner and the

Utility Distribution Company,

R14-2-212. Administrative and Hearing Requirements

A. Customer service complaints

I. Each utility shall make a full and prompt investigation of all ggg sewice complaints

complaint made by one of its customers, either whether made directly or through the

Commission.

ill he Within five business days after a complaint is made the utility shall respond to the

complainant and, if applicable, to the Commission representative

as-te gerhardine the status of the utility investigation of the complaint.

The utility shall notify the complainant and. if applicable. the Commission representative

of the final disposition of each complaint. Upon request of the complainant or the

Com mission representative, the utility shall report the findings of its investigation in

writing.

The utility shall intbrm the customer of his eight ef epfaealtile an informal comp o

to the Commission. under subsection (CN l). if the customer satisfied with the

results of_the utility's investigation or the final disposition of thgcomplaint.

Each utility shall;

keep Create a record of all-\=\=r=ittea service c plaiQLreceived,

eensain including, at a minimum. the following data:

i. Name and address of the €0Hw4aiH@H=»¥Lt0m¢_f;

i i . Service address at issue. if different from the customer's address

i i i .19,

6: iv.

Date and nature of the complaint,

Disposition of the complaint, and

16
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do v.

b.

B.

. . .v . . . .
I ,

'a

a.

b.

c.

A copy of any correspondence between the utility, the customer, and the Q

Commission ggesentative a d

Maintain each service complaint record for a

al least one year after final disposition of the complaint and

shall-be make the record available for inspection by the Commission upon reque.§_t.

Customer bill disputes

l . Any utility customer who disputes a portion of a bill rendered for utility service shall

prior to the due date for the bill pay the undisputed portion of the bill and not ii the

arespensihleempleyee rcpresenta : of the utility that

such unpaid amount is in dispute

Upon receipt of the eustemef customer's notice of dispute, the utility shall:

45494l43-tlieeostenaer-vitl=i4n W th f'\c v»ei=l\-mg buslne s da efithe-i=e4=ei1ate£a

written after receiving notice Qf the dispute netiee . provide the customer

r;nation that the dispute en received

Initiate a prompt investigation as to the source of the dispute=,

Withhold nation ofscrvice until the investigation is completed

and the customer is h8§_b.§g_llinflormcd of the results={=lpefH=equest»e4ltheeustomet

of the. . . .

d.

4;

3.

investilzationz

Notify the m¢r of the results of the investigation and final d§gQ§ition of the

bill dispute, in writing if requested be the customer, and

lnlorm the customer oflais ;b3_right of tgappeal-file an intbrxnal complaji;;3@;_~te

the Commission. under subsection (CPI) if dissatisfied with results of the

utilitvls investigation Qr final disposition.

()nee the customer has received the results of the utility's investigation d the utility's

final disposition, the customer shall. within five business days.submit payment

to the utility for any disputed amounts. Failure to make full payment within

five business days shall be grounds for termination ollservice under R14-2-2] l(C)( I I(b).

c. Commission resolution of service and bill disputes

I . ln~thee4=ent Lila customer is dissatisGed with the outcome of8

utilifv's Uyestiuation or final disposition of a service or bill dispute, the customershal.I

may tile with the Commission a written statement of dissatisfaction

17
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7

. _ . . .

a.

b.

s

. which shall be deemed to

have-Filed an informal complaint against the utility.

Within 30 days amer recei 13_a_wr=it¥en_stertement_e¥_eustamer

an informal complaint against a utility, a

designated Commission representative shall endeavor attempt to

resolve the dispute Llgoutth comnlun wilh the

utility and the customer (written or telephonic or both). If resolution of the dispute is not

achieved within "0 days of the Commission representative's initial eftbrt. the Commission

shall hold an a _mediation regarding; the

disputeJ1fhe-in4bnn8H;eg;=i88-5hQ44,€.g8.,€,9€4.b:i4h&fe49*,,*,l8_,81851_n39¢ £c£

following:

AComrnissn representative shall preside over the mcdigtgon. and th_<;QgQgi1

shall be the customer and M M;
Eachpetr%yQgj_c§Qa_n;may be represented by legal counsel, .glghc participant'sown

gp§g_sg_if desired.

All-suehiatenmallieatiags The medLltj may be recorded or hold in the presence

et
I

of a stenographer.

leach participant shalLhave the opportunity to present written or

material to support the .. . . .
I

oral

articl

d;

I
oil

l

\

ant's POSMQQ.

A14-parties-L-Zach participant shall have the opportunity to cross-examine the other

artici <@,_and the CommissiQ_n_rcpresentative shall begiven M33

the pp e,=85HM,am.,,*t,@,H=,¢_the.yaHet,,pa,4,e5 to examine each

participant.

The Commission representative will §MlLrender a written decision

to all-parties Q1;participants.within five Lmsiness days aticr thedate-of

theiriiiewnalhea1¢inggQ;1gusion of the mediation. Such lh§_written decision of the

arbiwater Commission representative shall not @binding on the participants. who

shall retain the right to make a

formal complaint to the Commission.

18
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3.

4.

n.
1.

2.

E.

The utility may implement normal termination procedures. under Rl4-2-21 l(C1(l1(b). if
the customer fails to pay all undisputed bills rendered during the resolution of the dispute

by the Commission.

Each utility shall maintain a record of written statements of dissatisfaction and their

resolution tbr amiinirnumef at least one year and 11Lmake such records available for

Commission inspection upon request.

Notice by utility of responsible officer or agent

Each utility shall file with the Commissionrtlateugh-Deeleet-€onu=el; a written statement

containing the name, address (business.--residenee= and pest-e8ieen 1_iliQg). 81, and

telephone numbers (business-and-residenee) of at least one ofticcr, agent, or employee

responsible for the general management of its operations as a utility in Arizona.

Each utility shall give notice, by filing a written statement with the Conimissione-through

9s¢l=¢l-€6H%1*>l= of any change in the information required herein within five M9929 days

from thedate of any such change.

lime-frames fOr processing applications for Certificates of Convenience and Necessity

I . This rule prescribes time-frames for the Qgmmission's processing of any application for a

Certificate of Convenience and Necessity

pursuant to this Article.
. . . . .

2.

3.

4.

5.

a s

No change

Staff may tel=i=nina&ecease its revieyi ian application if the applicant does not remedy all

deficiencies within 60 calendar days of the notice of deficiency.

After receipt of a corrected application, staff shall no tit the applicant within 90 calendar

days if t the corrected application is either administratively complete or deficient. H;

corrected application is dehcjent. the notice shall specify all deficiencies.

The time~frame for administrative completeness review shall be suspended from the time

the notice of deficiency is issued until staff determines that the application is complete.

Within 150 days after an application is deemed determir to be administratively complete,

el § 41-1079 eHeq=, the Commission has

a

the Commission shall approve or reject the application.

For purposes ofA.R.S. § 4l-l07" through A.R.S.

established the following time-frames:

Administrative completeness review time-frame: 120 calendar days

19
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b.

c.

44;

&&

F.

W ... 1 . .u 1 uI . ... . ..1 . .

z.

3.

4.

G.

2.

3.

Substantive review time-frame: 150 calendar daysgaad,

Overall time-frame: 270 calendar days.

If an applicant requests, and is granted, an extension or continuance. the appropriate time-

frame time-frames shall be tolled from the date of the request during and for the duration

of the extension or continuance.

During the substantive review time-frame. the Commission may, for good cause. upon its

own motion or that of any interested party to the proceeding,

suspend the time-frame rules.

Filing and availab le;of tariffs

l . Each utility shall file with the Commission. tlweugli-Beeleet€entfel3ithin l"() days alter

t_l ffeetive date of new mlcs or requirements adopte_d be the Commission. or withing

shorter period ordered by the Commission. tariffs Mat eomplv

with the new rules cg

@uiljements adopted by the Commission

rules.

Each utility shall tile with the Commission:%hreu eelee4§enHel= any proposed changes

to the utility's tariffs on file with the Commission3-sueh-proposed-4haages-s-all-be

aeeempanied-by 1 aiona with a statement of justification supporting the proposed tariff

l a n a e changes.

Any A utility's proposed change to the utility's tariffs on file with the Commission shall

not bebecome effective until reviewed and approved by the Coxnmission,__e;,8:_.e18_8§

provided for be law.

Each utility shall make its applicable tariffs available on its website and. upon request.

either in paper form or in a readily accessible electronic format suchas Adobe PDF.

Accounts and records

l . No change

Each utility shall maintain its books and records in conformity with the Uniform Systems

of Accounts for Class A. B, C, and D Electric Utilities as adopted and amended by the

Federal Energy Regulatory Commission or, for electric cooperatives. as promulgated by

the Rural Utilities Service.

A Each utility shall produce or deliver in this state any or all of its formal accounting

records and related documents requested by the Commission. lt A utility may, at its option,
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4.

5.

54

H.

I.

. . .. . . .

I

. . . . . . .
- .v . .. . ... 1 . . . . A1. . . . . . . . .u»

J.

t<.

No change

A utility shall obtain_a_nd .maintain for each customer the customer preferred method of
t

provide verified copies of original records and documents rather than producing the

ori.*1inals.

Each utility shall submit an annual report to the Commission, through the

Gemplianee-Seetien¢~Utilities Division, on a form prescribed by it the Utilities Division.

The annual report shall be filed on or before the 15th day of April for the preceding calendar

year. Repeats If the utility has received a report on the utility prepared by a certified or

licensed public accountant #Jan the utility shall include a

copy of the report with its annual report submission.

Each utility shall submit to the Commission. through the Utilities Division. a copy otall

reports the utility is required to file with the Securities andExchange Commission.

Each utility shall iileavitla submit tgthc Commission, through the Qomplianee

Utilities I)ivision. a copy of all annual reports the utility isrequired to tile with by

the Federal Energy Regulatory Commission and, in addition. for electric cooperatives, 948

annual reports [sport the utility Qrequired byNo tile with the Rural Utilities Service.

Maps. Each utility shall file with the CommissionrthreughBeeket-Gentrei; a map or

maps clearly setting forth the location and extent of the area or areas they-heldaader included

within the utility's approved certificates of convenience and necessity, in accordance with the

Cadastral (Rectangular) Survey of the United States Bureau ofl.and Management, or by metes and

bounds with a starting point determined by the aforesaid Cadastral Survey.

Variations, exemptions of Commission rules VariationsThe Commissio_n_n;gy,§y

rder v variations or exemptions from tlae-temasand-requiareaaeats-of any of the rules

+n deé-hete 144 th An je 3-)sha#be-eensideted-uponthe-venhed the poi

application of an atTected party

establishingthat the public interest requiressuch variationor exemption

and-+egt+latiens or upon determining. on its one initiative that such variation or exemption is

necessary to serve the public interest.

` . . . In

case of conflict between these rules and-regulations and an approved tariff or order of the

Commission, the provisions of theapproved tariff or order shall apply.

munication. which mas be emaiL U.S. mail. voir .telephonic call. text message. or other

21
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custoiner's preferred method of communication on tile. the utility may use the U.§}. mz_;IL

B.

comm unication method acceptable to the utilitggnd the customer. Except as otherwise specified

in this Article. a trtilitv shall communicgg with a customer and the customer's designated third

part; using the customer's preferred method of communication. If a utility does not vet have a

Rl4~2-214. Compliance by Electric Cooperatives

A. The terms and conditions for termination of service in an electric cooperative's tariff approved be

the Commission prior to theeffective dagofthis Section shall substit tor the provisions of RI 4-

44
_Notwithstandintz R l 4~2-2l"(l). an electric cooperative that proposes to revise the terms and

conditions br termination of service included in its Commission-approved 1&83 . file the

posed revis@s with the Commission. in a new doclg: pursuant RI4-2-212_{l1. If the

Commis fails to approve. <liSaPPM¢ or suspe 1_ for lirnher considcration_thc r e g g i

3 ons within 60 days followingihe cooperative's filing. th visions sha@e deemed approved

arid become effective on the 6 l st day following the tiling.

22
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ARTICLE 3. GAS UlILlTlES

Definitions

7

3.

7.

R14-2-301

In this Article, unless the context otherwise requires, the following definitions shall apply:

I. No change

No change

No change

4. No change

5. No change

6. No change

No change

8. No change

9. No change

10. No change

l I . No change

a. No change

b. No change

c. No change

I

I

lJ
13.

14.

15.

16.

17.

No change

No change

No change

No change

No change

No change

. . . .. . . . .v . . .. . . - .. . ..4 1 I
" . . .

X

. . . . .. v.. . . . . . /. - - .. v_v

fre!xw8=1efs=

..-

.... I . ¢ . . . . . . . . . . . . .u ..4

. . 4I . I . . . .. I v4 c... . .
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lx.

a.

"Federal poverty level" means the U.S. federal poverty Quideline for the p;t

household size published annually in theFederal Register be the U.S. Department of HealQ1

41_g man Services. Office of the Assistant Secr rx for Planning and Evaluation. and

available at https://aspe.hhs.szov/povertv-rzuidelhig

"Inability to pay=" Gireunnseaiaeeswhere means a circumstance under which_a residential

customerQtlg:

Cannot pay the full balance of the customers monthly bill and has attested to and.

j gtgsted. has provided documenta@1 issued be an Ariz Qr U.S.

g9@nmcntal a2€rlC\ or a licensed medical practitioner verifvin2 that the customer

meets on of the M104

i. Is at lea<.M>2 \€8T5 of age;

ii. Has a physical or mental con dition tha \bstantiallv limits the customer

ability to manage resources, carry out activities of daily_Giving, or secure

protection from Ne,qlcct or hazardous situations without assistance from

ii.

b.

l&:

others, or

Has a medical__gondilion Q\_at make; termination of elcctgc service

gpcciallv d_2m2crous tQ e customers health go

Cabot pay thgull balan<;q_of the cut;Qmer's mcggthlv bill aM meets one of the

following as attested to be the residential custom_g[;

i.

b= ii.
I
I

Is not gainfully employedandenable-tepay¢,

Qualifies for monetary government welfare assistance but has not .et

begun to receive assistance-en-the-date-tlaa+-lae-Feeeiws-445s--hill-ané-ean

81 iii.

are**ei**= or

Has an annual income m or below QUO percent of the federal poverty level

.. . ... 1 . . . .1 I 1v

34=3 "Interrupt' or "Interruption" means Gets£o cease or the

to a
. .cessation of as service

customer at the point of deliverv.

24
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"l.

a.

b.

"Licensed medical practitioner" means one of the following typesof health care providers.

activehL_licensed topractice in Arizona:

An allopathic or osteopathic physician,

A registered nurse practitioner. or

9 A physician assistant.

2-31 No change

32~3L

No change

2-514 No change

3621 No change

3-7=@. No change

No change

2-9=& No change

30=29. No change

3414 No change

No change

32. "Preferred method of communication" means the communication method that

complies with R l4-2-3 I 2( K).

3 8 No change

8 No change

348i No change

3§= No change

3¢3_7 No change

QS. "Service address" means the physical location at which a utility provides service to a

customer.

348 No change

40. "Service establishment charge." A charge as specified in the utilitys tariftls which covers I.
I
II

38=40.

the cost of establishing a new account.

No change

"Service reconnect charge? Ameans the charge as specified in the futility's tariffs which

Marxist be paid by the Lcustomer prior to restarting of gas service each time the

customer's gas servie_e_is disconnected tcnninated for nonpayment or

diseentiwued for failure otherwise to comply with the utility's tariffs.
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43,

4
445.
446.
47.

"Service reestablishment charge=" A means the charge as specified in the a_utility's tariffs

#or-that must be paid to reinitiate service at the same location where the same customer had

ordered a service termination within the preceding I2-month period.

No change

No change

No change

No change

"Terminate" or "Termination" means to discontinue or a discontinuance of gas service to

a customer's service address. be intentional action of the utilitv,_and is synonymous with

Disconnect" or "disconnection" as used in this Artie

46=4_8, No change

448 ."Third parlv" means Q
entity or a person authorized bv_a customer and willing to receive notification of the

customer's pending termination of service e#3&eus%eme\=eilreeeté4rH=n=dei=

QNiteH=*t11<*HH'@HS@H*f=H*S to communicate with the utility on behalf of said ;hg_customer

sa£isfae§eFy=4e4heuti4it3»=_for.the purpose of making arrangements to prevent term >l

gag S€TVI§§.

No change

. . . . i. w .

i

. . ».. .... . 1 . .
7 .

1- . . ... .- . . .

.,. . u .q
4 I`.. .

. .. . . . . .

IProvision of Service

l

2.

3.

R14-2-308.

A. No change

No change

No change

Each utility may, at its option, refuse service until the customer's pipes and appliances have

been tested and found lo be safe. free from leaks. and in good operating condition. Proof

of such testing shall be in the form of a certificate executed by a licensed plumber of QI

local inspector, cenif§ing that the customer's facilities have been tested and are in safe

operating condition .
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No change
B.

2.

4.

No change

I. No change

No change

No change

No change

No change

c.

3.

4.

5.

Continuity of service. Each utility shall make reasonable efforts to supply a satisfactory and

continuous level of service. However, no utility shall be responsible br any damage or claim of

damage attributable to any interruption or discontinuation of service resulting from :

I. Any cause the utility could not have reasonably foreseen or made

provision tor, glch as lbrce majeure,

Intentional service interruptions to make repairs or perform routine mainterlancej q

Curtailment.

D.

E.

2.

l

l

5.

2.

3.

No Change

Service Interruptions

l . No change

No change

3. No change

4. When a utility plans to interrupt service for more than four hours to perform necessary

repairs or maintenance, the utility shall attempt to inform affected customers and the

m ission's Consumer Services S9@4 at least 2.4 $8 hours in advance, of the

scheduled date and @~;and of the estimated duration of the service interruption. Such 4

utility shall complete repairs shell-beeempleted in the shortest possible time to minimize

the inconvenience to the customers of the utility.

life tilitv shall notify the Commission shall.beaetilieé of interruptiens gg;interrupti<;n

in service affecting the entireQM!! system

ef-sep»=ieeantl-eeuseslaalH9e.reported_iwithi&enheup on as practi ig after the_a

responsible representative of the utility hecomcs aware ofsaid- interruption§Q\e initial

notice is mag by telephone. the utility shall submit a follow-up

4%Jilevseé-h5=a~written report to the Commission.

F. No Change
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G. No Change

I. No change

2. No change

H. No Change

R14-2-3ll. Termination of service

A.
. . .. . . Restnctlons on termination of service,

recordkeeping and repayment

|.

2.

3.

4.

l

5.

A utility shall not terminate.service to a customer due to delinquency in

payment for services rendered to a prior customer at the premises service.address "here

service is being provided. unless the prior customer continues

to reside en8 the premises $rv d.'_$§.

Failure-elltheeustemer A utility shall not terminate service Io a mcr due to the

customer's fai to pay for services or equipment which 1t_are not regulated by the

Commission.

liienpayment A utility shall not temiinate service to a cl ler due to the <840mer's

g_onpavment of a bill related to another class of service.

Failure A_utilitv shall not terminate service to a customer due e customer's lajl_L .to

pay for the portion of bill inlQ@<rite correct a previous undcrbilling due to an inaccurate

meter or meter failure,provided that i i the customer agrees to pay , portion of the l l

4t;@table to correction of underbillinp. in lull over a reasonable period of time months

agreed upon be the custom nd the utility. A utility shall comply w ith RI 4-2-309(C1(3)

and R14-2-3 l0(E) when calculating the underbj.llin2 amount to be paid.

A utility shall not terminate residential service whefethejgapustomer ahas an inability

to pay if the custom ablishes on an argy3Lbasis. through doc entation from 8

licensed medical practitioner:
l

a.

b.

in the

opinion of a tl licensed medical practitioner, termination would be

especially dangerous to the health of a customer or a permanent resident residing

on21thecustomer's premisesservice addresshealth,or

That there is medically necessary equipment used in the home that

is dependenton utility service for operation e£-siuehappafatus;es
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. . 2 . g ; . . . . . . . . .v . IJ :
\ . *. .

6.
.. . .

_q

a.

h.

c.

A utility shall not terminate

residential service to a customer who have 5 an inability to pay wi4ne%-betema.iiriateei

until the utility has complied with subsection (D) and completed all of the following have

beerrattefnpteéz

The eustemer 4 ;has been infomied the customer of the availability of funds

from various government and social assistance agencies,

A third party, previously designated by the customer hasbeennotified

ané-has--not--made-aawigements to receive dcltggncv and termination

inlbrmation. the utility has notified the. third Pam that the customers bill is

dcljggggnt andallowed the thi;d_.ga_;tv at least five business days to communing

with the utility and to make anangemcnts for topay payment of the outstanding

delinquent utility bill;

At least 48 hours bg .the date upon which.termination is scheduled@_occur. the

utility has:

i.

ii.

7.

threatening occurrence.

Provided al least two written notices Qf the tcmiination. usimz the

g1§@_tr"s pro&ITed method of communication. to the customer and. if

applicable. the cu§tomers designated third t>lr_!;_an<!

Telephoned the customer and. if agphgable. the customer§_dcsinnalcd

third Pam to provide notice of the termination by attempting to gegli to

the customer th mers designated th@paI to. or an adult r ¢

the customer's service address or by attempting to leave a voice message.

If a customer. the customer's designa iM party. or an adult went of the custc e §

service address threatens the utility or a utility emplov¢3,.Qe utility shall document the

A utility shall maintain documentation of all threatening

occurrences related to a customer's account for the entire period during which the customer

continues to be a customer and for at least one year after the customer ceases to be a

8.

customer.

A utility shall retain the records demonstrating its compliance with subsection (Al(6) for

at least three vears i

I
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44;

8=&

44

12.

b.

13.

_I4.

l
I
I

I
15.

I
I

_l6.

l

B.

A utility may require a customer otiiiiingtheprevisiensefwhose service is not terminajgg

under subsection (A)(5) or (A_)(6) maybe+equii=ed to enter into a deferred payment

agreement with the utility within 10 days after the scheduled-termination dale on which

service otherwise would have been terminated.

Failure A utility shall not terminate service to a customers service address due to the

customer's failure to pay the bill of another customer as guarantor thereof

A utility shall not terminate service due to cuslomers failure to pay

the disputed portion ofa bill if the customer has complied with

RI4-"-3lQ(§).

A utility shall adopt only one of the following conditions under which it shall not germinate

Lesidential se_w

a. During any period of time for which the National Wther Service has issued a

mug weather ivisorv in the area of the customer's service address, gr

During an period of time for which the local weather forecast. as p;e 4l_b}1_Q1£

Mgjgnal Weather Service, indicates that the weather in the area of the custom

service address;

i.__ Will incltge tcmperzurcs that Qnol cxce 32° F; or

ii. Will include other weather conditions that the Comm ission_h§§

determined. be order. are especialdangerous to health_._<g

A utility shall specify. in its tarilTs,;he provision of subsegion 31 l(A)( 121. WM M E
has chosen to comply, and shall comply with the provision.

A Lglitv shallot termina@__residential§ervice to_acustomer unless the tililv's call ccnle_r

and office or business facilities are o n.81!1d available to the public Oll the day of

termination and the day following the da\ of lermin8@4

A utililv shall not temiinate residential service to a customer if the customer has paid at

least half of the customer's delinquent b alance within the last 25 days or iihg

mer's delinquent bill balance is less than or equal to $75.00.

If a customer has a deposit with a L@itv. the utility shall use the deposit to pay an

delinquent Lnount on the customers account betbre terminating service and shall allow

the customer time to reestablish the deposit in installments over a period of 4k=asQm

_HMM
Termination of service without advance written noticeglgordkeepine requiremer
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1.
.. . .

a.

b.

c.

2.

3.

c.

a.

b.
I

c.

d.

e.

f.

2.

Notwithstaridigz subsection (A). a utility mg

terminate service to a customer's service address without advance written notice unéeHl=le

i
Failure to terminate service would result in an obvious hazard to

the safety or health of the ensurer customer or the general population or the

utilitvls personnel or facilities

the utilityhas evidence of meter tamperingor fraud related to the customer or the

customers service addr g
Failureefa customerhas failed_to comply with the curtailment procedures

imposed by a utility during supply shortages.

3Fhe ;§_utility Mat has terminated service under subsection B l shall not be required to

restore service until the situation that resulted in the termination have has

been corrected to the satisfaction of the utility.

Each utility shall maintain a record of all-tenninatiens each termination of service

made under sgl§_eQtiQg_(_B)(_L)-.--l3his-i=eeeFd-ahall--be-naamtained-for a

minimun=H>=I= at least one year arid shall bemake the recordavailable for inspection by the

Commissionupon request.

Termination of service with notice

l . A Qxcept as provided in subsegtjon (Al utility may diseenneet terminate service to any

eustemer a customer's service address fOr any of the followingrgasons.

provided that the utility has met complied with the netiee requirements

requirements of subsection (D):

Customer violation of any of the utility's tariffs_Qr of the Commissions ruff,

Failure of the customer to pay a delinquent bill for utility service,

Failureof the customer to meet or maintain the utility's deposit requirements,

Failure of the customer to provide the utility reasonable access to-its Qe_utilitv's

equipment and cg property,

Customer breach of written contract for service between the utility and customer=,

When necessary for the utility to comply with an order of any governmental agency

having such jurisdictions

Unauthorized resale of utility;equipment or service by the customer
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>

D.

.

2=8° . the

a.

b.

Each A_utility shall maintain a record of all-teianinatietis each termination of service with

netieemade under sub t (Q)FhisreeeFel*8ha4beaaa4ntamedfor at least one year and

shoemake the record available for Commission inspection upon request.

Termination notice requirements

I . Ne At least 10 daysbefore autility shai.Herminate terminates service to

a customer's service address under subsection ( C). the utility shall provide the customgj

without-providing-advance written_notice to_the_elastomer of the utilitys intent to

diseenineet n service._eeaeept-4ademhaseeenditiens_speeilieé_where-advanee
. . . . .

The utility shall provide the advance notice required by this sub ztion (Dl( l)_b_gprovidinez

a copy of the advance notice to the customer andif a licwle. the customer's_designated

tl_Q_rd part. using, the customer's preferred method of communication.

Shela _A_utilitv shall include at least

following information in an advance notice required under subsection D .I

The name of the person mgwhose service is to be terminated and the isc

address where service is being~l=endel=ed¢@_ r\ninated:

If service is to be terminated because the customer he violated a utility tarillf or

Q m m ion rule. the name of the utilit_;tarilTor Qommission rule violated and at;

Qgpjanation cithe violation

be . . . . .

I

lf scrvic_e is to is

term@ted because the customer fantailed to pay a delinquent bill for utility

rvice. the amount of the dclinqygm bill

l
and the day;

d. I

e.

giylncnl wasig

If service is to be terminated because the customer IQ failed to meet or_maintain

the utility's deposit requirements the a unt the customer has on deposit and tea;

amount the customer is required to have on depgsjt;

lf;§ervice is to be terminated because the customer has failed to provide the utility

reasonable access to the utility's equipment or property. a description of the access

required and a description. including dates. of the customer's failure to provide

access:

I
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f.

2.

h.

e=L

t

el;

. . _ .

E.

lfservice is to be terminated because die customer has breached a written contract

for service between the customer and the._utilitv identification of the contract

provision breached and a description of the circumstances constiluti a breach:

If service is to be terminated because the termination is necessary for the utility to

< ;8v with an order of any go emmental azencv havinsz iurisdictiog.1_a

descriptionand. if possible. a copy of the order;

If service is to be terminated because the customer_has emzaaed in unauthori

resale of the utility's_equipment or service. a description of the circumstances.

ink dates.>nstitutins1 such resale:

The date on or after u hich service may o_he terminated=,

A statement advising the customer to contact the utility at a specific address or

phone number #bf to receive information regarding any deferred payment pro fzram

or other procedures which the utility may offer, or to workout-reach senieether Q

mutually agreeable solution to avoid termination of the customer's service=;_anQ

A descript ion of the requirements of

subsection (F). alone, with the specific address or phone number for the ct er

to call to raise a dispute.

Whefeapplieeablelf a customer has designated a third party for the customer's account, Q

utility shall ensure that

to gdesignerted third pa14iesm;t_y_is concurrently provided each notice whether written

or telephonic, that is provided to the customer as required by this Section.

Timing of terminations with notice

:. .I. . .
v 4

. . . . . .. . 1

.1 u ... . .. v
.. . . . . . . . .. .I » »

... . . ..u . v . . .... . . . . . .

~. . - . : :
ienewn-addfessflf a8el= the period of time allowed by the advance notice has elapsed, and

the . .. :e

customer has not remedied the cause for

temiination to the utility's satisfaction. the utility shall provide the customer and if

applicable. the customer's designated third parts. a final notice. two days before the
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f)4

teinination date specified. using the customer's preferred method of communication Q

the cus@;ner has not remedied the cause for ru ination alter the two days have passed.

and subsection (A) does not apply. the utility may then terminate service on or after the

day specified in the notice without giving further notice.

Notwith din2 subsection ( El( l ). Ila customer's preferred method of comngmication is

U.S. mail. the us ;shall allow ter ms before termitinn service wiQut nivintz f`ui;

notice.

SewieeA ut ililv shall comply with subsection (A)(6l, if applicable. beibre it may

heeliseenoeeteé temiinate service

§=i

F.

)
l

l

3.

l

4.

. . .. ..
llilae utility shall have the right (but-net-the-obligation) but not the OMQQQQQ to remove

any or all of its equipment or Qm property installed en-the gt8_customer's

service address upon the termination of service.

Termination notice requirements: displitgs. A utility so ensure that agrstomer is af_f_Qrdcd the

right to Q§p thc utility's stated reason for the-termination

ggrdance with th lloivingz

l . A utility shall maintain a specific address or phone number for customers to use to raise a

dispute with the utility.

A utilQ_v§_hall nosh eachcustomer subject to termination a the customers designated

Mird par t ,  t hat iispute the u@ity's reason for termination. tl;custolner__q e

customer's ixznated third parry shall contact the utility at et glispecihc

address or phone number,before the schgdyled date of termination to advise the

utility of the dispute and making-an=aagements-to discuss the cause for termination with a

responsibleemplewe gpresentat f the ut Ih rn-Hdyaneee#4he-aeheduleédawef

f iihe If a custo _raises a dispu3,_a utility shall ensure that a gggensible-egplggfgg

rcpwsent sha4be < .litv. who is empowered lo resolve the customer's_dispute,

and discusses the cause for termination with the customer before the scheduled terminate@

M S .

t lae-If  a ut ility determines after discussion with a dis utin Y

customer . . . .. v | : . : ... . .. . . . . -¢ ..
v
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5.

6. The utility shall not terminate service if the customer has a pending com faint before tl;

Commission.

FQ

, .

that the reason for termination is just the utility may temtinate service to the customer.

unless prohibited by subsection (Al.

If a utility decides to terminate service to a disputing customer as permitted in subsection

(Fl(4). the utjty advising shall inform the customer of the termin n and of ia.is

customer's right to file a complaint with the Commission.

Landlord/tenant rule. service ess for a customer is tendered-at-an

address different from the mailing address e41the customcrlsbill, or where the utility knows

that a landlorWtcnant relationship exists for theservice addressand that the landlord is the customer

of the utility, and-wheretlieleiradletdas-a the utility shall comply with subsecticms (D) and (_E§.1g_s

well as tfiejglowinn in thecustomer account becomgvseuldetiaer-wiselae subject to

ggnjjnation of service under subsccti C . . "

I . . .. . . . Q

2

3=1

I
II.

l

2.

3. I

a.

. . I

Whefelf it is feasible to-so provide service Io the sen addrcss in the o_g9ypanl's no;p§,

the utility shall offer the occupant the

opportunity to subsefihe-1%r-obtain service in hisewhet-ewn-the occupani'3namc

If the occupant then declines to se subscribe_;9_sgv_ice in the occupant's name, the utility

may diseeirmeet Q sewice pursuance-tlieftales permitted under subgctions (C)

through (E);.§0d

A To; utility shall not r ire attempt to

require.the occupant Io pay_any outstanding bills or other

charges due open the outstanding account of the landlord.

Customer responsibilities

l. A customer # e responsible for nanina therm u§g_3yhen a utility is .permit1ed3

terminate service to the custo under subsectiQg§A)

A customer shall be Ftnanciallv responsible for anv charges accrued for service during a

period when a utility is not permitted to terminate service to the customer under subsection

(AL
A customer shall. alter the_; vision of subsection (A)( l II included in a utililv's

longer precludes termination:

Pay the past due amounts in full, or
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b.

4.

J

3.

4.

5.
I

8:

4

i.
ii.

e: iv.

41 v.

Pay the past due amounts through installments as billed by the utility. with no

pgaltv for prepawneng

A customer desiring to dispute a utilitvs reason for term inmation shall before the scheduled

date of termination. contact the utility at the specific address or phone number. provided

the notice pursuango subsection (D)(2l(k). to notify the utility of the dispute and discuss

reason for termination with a representative of the us\_;

R14-2~312. Administrative and Hearing Requirements

A. Customer service complaints

l. Each utility shall make a full and prompt investigation of al.l ggi; service eomplaiats

complain made by one of its customers, either whether n1a_d_=;directly or through the

Commission.

The _Within five business days after a complaint is made the utility shall respond to the

complainant and=¢ef and, if applica4 the Commission representative

4g the status of the utility investigation of the complaint.

The utility shall notify the complainant andfler @981 licablg, _the Commission

representative of the final disposition of each complaint. Upon request of the complainant

or the Commission representative, the utility shall report the findings of its investigation in

writing.

The utility shall inform the customer ofi+is right efQa¢iB@a~Ltile an informal col8p

be the Commission lnder subsection (CX I l. if the customer is_g.issatisfie_d with the

results Q_Lh¢ utililfgnvestiuationor the final disposition of the ggmplaint.

Each utility shall;

keep _ a record of aii_written QM service eemplaints complaii8 received

including. at a minimum, the following data:

Name and address of the eenaplainantcustomer;

Scrvicgaddress at issue. if different from the customers address

Date and nature ofthccomplaint,

Disposition of thecomplaint: and

A copy of any correspondence between the utility. the customer, andes=

M4he_a ( ommission representative and
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b.

B.

I.

2.

a.

h.

c.

Maintain ea_c rvice complaint record for a

at least one year atier final disposition of the complaint and

shal.l-be make the record available for inspection by the Commission upon request.

Customer bill disputes

Any utility customer who disputes a portion of a bill rendered br utility service shall,

Mor to the due date for the bill. pay the undisputed portion of the bill and notion

a representative of tl3 Qin; that such unpaid amount is in

dispute

Upon receipt of the customer notice of dispute. the utility shall:

_WJQ five 4985 days

wit t en  a l i receiving notice of the dispute netie& g customer

confirmation ;l@;_tbg_di§putc h8 ¥ 8
Initiate a prompt investigation as to the source of the dispute=,

Withhold dieieenneetien termination of scrvice until the investigation is completed

and the customer is haibssn informed of the results=-Hpen~i=equeste#ltheeustemei=. . .
- f  [ h_e

d.

lis
l

I
I
I3.

c.

N_c l§ Q1g_g_4;tQme;3f the results gQ § iuation and final disQQsitjgi.;_gf_Qg

bill dispute. in writing illqgggstcd by the customg_r;_agQ

Inform the customer of his Qigright of gyappeai tile an inf¢, _¢_@9!48i@

the Commission ug obs¢ction (C){l ). if dissatisfied with the results of the

utility's investigation or final disposition.

Once the customer has received the results of the utility's investigation, the customer shall_.

five business days submit payment to the utility for any

disputed amounts. Failure to make full payment MWMBVG busing_>§<31_y§ shall be grounds

for termination of sewice under RliQ l(QQ_)(_l;).

Commission resolution of service anklet g1_nd_bill disputes

1.

v .;.. 4 ... . . . . . _ . ...... . c v 1 »
3

in-theeyeat Ma customer is dissatisfied with the outco._i3§Q

utility's investigation or final disgqsition of a serviceanklet gbill dispute. the customer

sham _may tile with the Commission a written statement of dissatisfaction with-the

` " . \ :_llshall

he deemed te~hasve43led an informal complaint against the ut i l i ty .
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>

. .. . . . .

a.

h.

e

€=§

689
I

A Commission representative shall preside over the radiation, and the p8\_rtic pang

shall be the customer and the utility.

Each party participant may be represented by legal counsel, b nicipant 's

on expeL if desired.

All-suel+i1a¥i9mial~heaitinrgsU ;@Mmay be recorded or held in the presence

of a stenographer.

Each p_articipantshghavc the opportunity to present written or

oral et-identiaa=y-matcrial to support the

_r;gr:ipant's pow .

Allpart ies Each participant shall have the opportunity to cross-examine the other

Mi@@Mand the Qcnmission representative shall begiven hag 1
l

e t

l

I

Within 30 days of-the-Feeeipt--ef aticr receiving

Qgformal complaint against the ut ility

a designated Qommission representative shall endeavor attempt to

resolve the dispute tluouah communications with the

utility and the customer_1_itten or telephonic or oth). If resolution of the dispute is not

achieved within 20 days of the Commission representative's initial effort, the Commission

shall hold an Q mcdiation @4 the

dispute. in accordance 4th

QC tbllowinsz:

t he  p p te-eress-ewmination-.ellthe_various-parties_to examine each

artici Qt.

The Commission's representative will §b render a written decision to all parties

within f ive MS days after the date of the inlbmial hearing. Such ,

written decision of the a1=biti=a¥ef Commission's reprcsenta/gis not binding on

any of the parties, and the parties shall retain the right to make a

formal complaint to the Commission.

3.

I

The utility may implement normal termination procedures. under R14-7-21 l(C_) l b i f

the customer fails to pay all undisputedbills rendered during the resolution of the dispute

by the Commission. I
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4.

D.

I.

7

E.

2.

3.

4.

r

I

5.

6=L

a.

b.

Each utility shall maintain a record of written statements of dissatisfaction and their

resolution for minimum-ei at least one year and shall mate such records available for

Commission inspectionupon request.

Notice by utility of responsible officer or agent

Each utility shall file with the Commission a written statement containing the name,

address (business;-Fesiéenee; and pest-etiieemailing), §;n , and telephone numbers

(business-and-residenee) of at least one officer, agent, or employee responsible for the

general management of its operations as a utility in Arizona.

Each utility shall give notice. by filing a written statement with the Commission, of any

change in the information required herein within five business days from the dale of any

such change.

Timc-frames for processing applications for Certificates of Convcnience and Necessity

l . This rule prescribes time-frames for the Commission's processing of any application for a

Certificate of Convenience and Necessity

I`l d p h  A I illaese+ime_ii=amesshallaippl+-toapplieattens-§ledenor-after

Each utility shall give notice, by filing a written statement with the Commission, of` any

change in the information required herein within five business days from the date of any

such change.

Staff may terminate c3 _mview of an application if the applicant does not remedy all

deficiencies within 60 calendar days of the notice of deficiency.

After receipt of a corrected application, staff shall notify the applicant within 30 calendar

days 44 the corrected application is either administratively complete or deficient. in

corrected application is defi9Igi;the notice sl s_Qecitk all (

The time-frame for administrative completeness review shall be suspended from the time

the a_notice of deficiency is issued until staff determines that the application is complete.

Within 150 days airer an application is deemed determined to be administratively complete,

the Commission shall approve or reject the application.

For purposes ofA.R.S. § 41-1072 through A.R.S. § 41-1079 eHeq=. the Commission has

established the following time-frames:

Administrative completeness review time-frame: 120 calendar days;_.

Substantive review time-frame: 150 calendar days
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44;

8wi

F.

c. Overall time~fiame: 270 calendar days.

fan applicant requests, and is granted an extension or continuance, the appropriate time-

frames shall be tolled from the date of the request during and for the duration of the

extension or continuance.

During the substantive review time-fiame, the Commission may, for flood cause. upon its

own motion or that of any interested party to the proceeding. request-a-suspension-of

Be the time-frame mies.

Filing aud ai!a_bi!.iL£tariffs

|. Each utility shall file with the Commission. within 120 days after the effective date of new

rules or requirements adopted by the Commission. or within a shorter period ordgcd by

the Commi$si@, tariffs that complv_wit.h the new rules and

or requirements adopted lay the

2.

3.

4.

I

,,

I

G.
I

1.

7

o

3.

4.

Commission

Each utility shall file with the Commission any proposed changes to the utility's tariffs on

file with the Commissionsuehr19i=opeseéehang aHbeaeeempanie4by ,gone with a

statement of justification supporting the proposed tai=i¥¢'3ehenge_c_h@gq§.

Any itilitv's proposed change to the utghitariftS on file with the Commission shall

not bebecome__effectivc until reviewed and approved by the Commission,_g§gep_t3

g@vidcd fQ@x..!a&

Each utility shall make its applic ty §lable on its website and,__upgn_rgLut§;,

j pg gr ;eadil\ accessible electronic tbrmat such as Adobe PDF..

Accounts arid records

No change

Each utility shall maintain its books and records in conformity "ith the Uniform Systems

of Accounts for Class A, B. C, and D Gas Utilities as adopted and amended by the Federal

Energy Regulatory Commission.

A Q14 utility shall produce or deliver in this state any or all of its formal accounting

records and related documents requested by the Commission, lt A utility may, at its option,

provide verified copies of original records and documents rather than producing the

Each ut@g shall submit an annual report to the Commissionh@g

_Utilities Division on a Tomi prescribed by i.t-the Utilities Division. The annual report shall
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5.

6.

II.

I.

l

l. . . . . , .
. . . . . . .. . . 1 . .v 1

I
J.

K.

I

I

be filed on or before the 15th day of April for the preceding calendar year. Repeats U13

utility has received a report on the utility prepared by a certified or licensed public

accountant Qie utility shall include a copy of the resuLt

9/ith its annual report submission.

Each utility shall #le-vvith submit to the Commission, hrough the_L@§_@

Division, a copy of all reports Qi_;_utilitv is required by to tile with the Securities and

Exchange Commission.

Each uM!! shall tile-with submit to the Commission._throu 'h the Utihtjgs

[Mac a copy of all annual reports the utility is required by to file wim the Federal

Energy Regulatory Commission.

Maps. l _utQj§; shall file u ith the Commission a map or maps clearly setting thanh

the location and extent of the areaor areas they-held-lander MCl11 1HthLILLl1¢__U.LiUO;s approved

certificates of convenience and necessity, in accordance with the Cadastral (Rectangular) Survey

of the llnited States Bureau of Land Management, or by metes and bounds with a starting point

determinedby theaforesaid Cadastral Survey.

Variations, exemptions of(lommission rules Mfariatiens The Commission "&£,_bv

oder. appgnjglgiggrls or exemptions from any of the rules

4+H'=4<*4e4**ef@i*+<-44 M84 Ar t i c l e  3 - )

g@n_ application of an a fTec lcd party

establismr]g_Q18g the public interest requires such variation or exemption

and-regulations or upon determmng. on its own initiative, that such variation or exemption is

necessary serve the publ interest.

. . . . . .In

case of conflict between these rules and-tegoiatiens and an approved tariff` or order of the

Commission.theprovisionsof the aQpL> tariff or order shall apply.

No change

A utility shall obtain and maintain for each customer tl _c e _i;eferred method of

gommunicon. which lTl3\ be email. U.S. mail. voice telephone call. text message; or other

comm ation method acceptable to the utility and the customer. Except as otherwise S 084

his Article. a utility shall communicate with a customer and the customer's designated third

part using the customer's preferred method ommunic4on. If a utility does not vet have a

customer's preferred method of communication on tile. thgutilitv may use theU.S. mail.
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B.

R14-2-315. Compliance by Gas Cooperatives

A. The terms and__conditions for termination of service in a gas cooperative's tariff approved by the

Qominission prior to the effective date of this Section shall substitute for the provisions of Rl4-2-

Notwithstanding R14-2-312lF) a gas cooperative that proposes to revise the terms and conditions

for termination of service included in its Commission-approvgitariff shall file the proposed

revisions with the Commission. in a new docket. pursuant toR 14-2-3 l2(l). If the Commission tails

tapggve. disapprove, or suspend for further consideration the proposed revisions within 60 days

following the cooperative's filing. the revisions shall be dcengd a roved and become effective on

Qc 6 1st day following the filing

1

n

I

I
I

l

l
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